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摘  要 
在我国加入了 WTO 之后，各大银行所要面临的压力也变得越来越大，进而以客户
为中心的销售经营理念已经成为各大银行营销的模式，在这种情况下，各大银行相继将


































In China's accession to the WTO, the major banks have to face the pressure to become 
more and more, and then a customer-centric sales philosophy has become the major banks 
marketing model, in this case, the major banks have customer relationship management, this 
is what we often referred to CRM) into their respective banking processing. The so-called 
bank customer information management system refers to the bank's operating environment to 
manage the bank and customer data mining potential customer’s computer applications. Bank 
customer information management system has become indispensable to the rapid 
development of banking link. 
This article from the bank's overall customer relationship management system designed 
to start, combined with China's banking customer relationship management system specific 
circumstances, designed and implemented Customer Relationship Management system. First, 
the study of bank customer relationship management background, meaning a brief 
introduction, the bank customer relationship management system to do research situation 
analysis; the next set of customer Relationship Management system design requires the use of 
technical means and related theories; In the third chapter analyzes the bank's customer 
relationship management system needs analysis, including requirements analysis and system 
functional requirements analysis; In the fourth chapter describes the bank's customer 
relationship management system design, in the chapter, introduces the system architecture 
design, system functional structure, and system design of the database; In the fifth chapter 
mainly achieves the bank customer relationship management system, in the chapter introduces 
marketing management module design, customer management module design, module design 
and service management; Sixth chapter is the system testing, the designed system test to test, 
mainly from two aspects of functional testing and performance testing .The section describes 
the composition of the bank's overall customer relationship management system framework, 
management of customers of banks and mining customers played a good role. 
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管理”(Contact Management)和上世纪 90 年代初的“客户关怀”(Custom Caring)结合在
一起而演变来的。随着全世界范围内经济的飞速发展和信息技术的迅猛发张，加之各



























































作经验，依托某银行的 Z/OS 大机系统、DB2 大型数据库系统和 CICS 联机事务处理
系统建立了银行的客户信息系统，实现了以客户为中心的企业组织转型；唐学彬（2010）







案设计原则和思路；徐敏（2004）在银行业 CRM 系统中的 CIF 模型及 Call Center 系
统设计中，从 CRM 理念入手，在全面分析 CRM 建设的现状和存在问题的基础上，运
用数据挖掘技术建立了银行的 CRM 模型；周宁（2007）对中国民生银行的客户关系
管理信息系统进行了研究，根据民生银行的现实需求建立了基于 J2EE 平台和 EJB、
Web 技术的三层 B/S 架构的客户关系管理信息系统，该系统并在民生银行进行推广，
提高了民生银行的客户关系管理自动化程度、效率和效益；唐为光（2008）对中国农
业银行的客户信息系统进行了工程设计，设计中根据中国农业银行的实际需求建立了
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